Transportation Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Transportation I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
_No Tier 2 None None 0 2
0 1
Total 0 2
0 1
Total 0 2
0 1
Application None BlackBerry 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0
0 3
0 1
_No Tier 2 None Utah Master 0 1
Directory 0 0
Total 0 1
0 0
Total 0 1
0 0




High Low Medium Total
0 1 0 1
0 0 0 0
_No Tier 2 None None 0 2 0 2
0 1 0 1
Total 0 2 0 2
0 1 0 1
Total 0 2 0 2
0 1 0 1
Application None Utah Master 0 1 0 1
Directory 0 0 0 0
Total 0 1 0 1
0 0 0 0
Password PGP 0 2 0 2
0 2 0 2
Utah Master 0 14 0 14
Directory 0 9 0 9
Total 0 16 0 16
0 11 0 11
Total 0 17 0 17
0 11 0 11
0 19 0 19
0 12 0 12
_No Tier 2 None Citrix ICA 0 1 0 1
Client 0 1 0 1
Corel 0 2 0 2
WordPerfect 0 0 0 0
electronic 0 1 0 1
Project 0 1 0 1
HP Printer 0 1 0 1
Assistant 0 0 0 0
HP Printing 0 1 0 1
System for 0 0 0 0




High Low Medium Total
_No Tier 2 None Internet 1 0 1
Explorer 0 0 0
Microsoft Excel 1 0 1
1 0 1
Microsoft 1 0 1
Windows 0 0 0
Microsoft 2 0 2
Windows XP 1 0 1
Microsoft 1 0 1
Windows XP 0 0 0
Nero Fast 1 0 1
CD-DVD 0 0 0
None 20 0 20
2 0 2
Novell Client 9 0 9
for 32-bit 4 0 4
Novell 6 0 6
GroupWise 3 0 3
Novell 2 0 2
Messenger 1 0 1
Project 3 0 5
Development 1 0 1
Symantec 1 0 1
Ghost 0 0 0
ZENworks for 1 1 2
Desktops 0 0 0
Total 55 1 56
15 0 15
Total 55 1 56
15 0 15
Application Error Internet 2 0 2
Explorer 1 0 1




High

Low

Medium

Total

Application Error None 3 0 3
2 0 2

Total 5 0 5

3 0 3

None None 3 0 3

2 0 2

Total 3 0 3

2 0 2

Total 8 0 8

5 0 5

EIS Hardware PC/Laptop None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Network None None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Password None 3 0 3

3 0 3

Novell Client 2 0 2

for 32-bit 2 0 2

Total 5 0 5

5 0 5

Total 6 0 6

6 0 6

PC/Laptop Error None 7 0 7
5 0 5

Total 7 0 7

5 0 5




High

Low

Medium

Total

PC/Laptop Hardware None 9 9
4 4

Total 9 9

4 4

None None 8 8
6 6

Total 8 8

6 6

Password None 3 3
3 3

Total 3 3

3 3

Performance None 8 8
5 5

Total 8 8

5 5

Virus None 6 7
2 3

Total 6 7

2 3

Total 41 42
25 26

Print/Copy/Sca Incident None 3 3
n/Fax 3 3
Total 3 3

3 3

None None 5 5
5 5

Total 5 5

5 5

Total 8 8
8 8




High

Low

Medium

Total

0 119 2 121

0 59 1 60

_No Tier 2 3 4 0 7
0 0 0 0

3 4 0 7

0 0 0 0

3 4 0 7

0 0 0 0

3 4 0 7

0 0 0 0

_No Tier 2 0 3 0 3
0 0 0 0

0 3 0 3

0 0 0 0

0 3 0 3

0 0 0 0

0 3 0 3

0 0 0 0

Application 0 1 0 1
0 0 0 0

Project 0 2 0 2

Development 0 0 0 0

Total 0 3 0 3

0 0 0 0

Password PGP 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 4 0 4

0 0 0 0

PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0 0 0 0




High

Low

Medium

Total

PC/Laptop Error Total 1 1
0 0

Performance Microsoft Plus! 1 1
for Windows 0 0

Microsoft 1 1

Windows XP 0 0

None 2 2

0 0

Novell 1 1

GroupWise 0 0

Total 5 5

0 0

Virus None 1 1
0 0

Total 1 1

0 0

Total 7 7
0 0

Print/Copy/Sca Error Code Microsoft Plus! 1 1
n/Fax for Windows 0 0
Total 1 1

0 0

Queue Microsoft 0 1
Windows 0 0

Microsoft 1 1

Windows XP 1 1

Total 1 2

1 1

Total 2 3
1 1

13 14




High Low Medium Total
Application Error None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0
0 1
0 0
_No Tier 2 None None 76 77
73 74
Total 76 77
73 74
Total 76 77
73 74
Application Error Adobe Flash 1 1
1 1
Employee 2 2
Gateway 2 2
Microsoft Office 3 3
2 2
None 1 1
1 1
Novell 2 2
GroupWise 1 1
ProjectWise 3 3
3 3
Total 12 12
10 10
None Internet 1 1
Explorer 1 1

Total




High Low Medium Total
Application Password Novell 1 0 1
ConsoleOne 1 0 1
Novell 1 0 1
GroupWise 1 0 1
Total 2 0 2
2 0 2
Reporting Adobe Acrobat 1 0 1
8.0 1 0 1
BlackBerry 1 0 1
1 0 1
Dashboard for 1 0 1
Windows 1 0 1
Novell 2 0 2
GroupWise 2 0 2
Project 1 0 1
Development 1 0 1
Utah 1 0 1
Performance 1 0 1
Total 7 0 7
7 0 7
Total 22 0 22
20 0 20
Mobile Devices Error BlackBerry 1 0 1
1 0 1
BlackBerry 1 0 1
Configuration 1 0 1
BlackBerry 1 0 1
Enterprise 1 0 1
None 2 0 2
2 0 2
Total 5 0 5
5 0 5




High Low Medium Total
Mobile Devices Total 5 0 5
5 0 5
Network Error None 2 0 2
2 0 2
Total 2 0 2
2 0 2
Incident Novell 1 0 1
GroupWise 1 0 1
Total 1 0 1
1 0 1
Password Novell Client 2 0 2
for 32-bit 2 0 2
Total 2 0 2
2 0 2
Performance None 3 0 3
3 0 3
Novell 1 0 1
GroupWise 1 0 1
Total 4 0 4
4 0 4
Total 9 0 9
9 0 9
PC/Laptop Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 3 0 3
3 0 3
Total 3 0 3
3 0 3
Password Novell Client 1 0 1
for 32-bit 1 0 1




High

Low

Medium

Total

PC/Laptop Password PGP 0
0

Total 0

0

Performance Microsoft 0

Windows XP 0

None 0

0

PrintKey-Pro 0

0

Total 0

0

Total 0

0

Print/Copy/Sca Incident None 0
n/Fax 0
Total 0

0

Queue PDF Converter 0

0

Project 0

Development 0

Total 0

0

Total 0

0

Wireless Performance None 0
Connectivity 0
Total 0

0

Total 0




_No Tier 2

None

High Low Medium Total

0 127 128

0 121 122
ABC Amber LIT 0 1 1
Converter 0 1 1
FreeFTP 0 1 1

0 1 1
Microsoft 0 1 1
ActiveSync 0 0 0
Microsoft Excel 0 1 1

0 1 1
Microsoft Word 0 1 1

0 1 1
None 0 1 1

0 0 0
Novell 0 2 2
ConsoleOne 0 2 2
Novell 0 6 6
GroupWise 0 6 6
Novell 0 1 1
Messenger 0 1 1
Operations 0 1 1
Management 0 1 1
PGP for 0 1 1
Windows 0 1 1
Project 0 1 1
Development 0 1 1
ProjectWise 0 1 2

0 1 2
SAP Frontend 0 1 1

0 1 1
UDC Phone 0 1 1
Directory 0 1 1




High Low Medium Total
_No Tier 2 None Total 21 1 22
19 1 20
Total 21 1 22
19 1 20
Application Error Microsoft Excel 1 0 1
1 0 1
Microsoft Office 1 0 1
XP 1 0 1
Microsoft 1 0 1
PowerPoint 1 0 1
None 2 0 2
2 0 2
Novell 2 0 2
GroupWise 2 0 2
Total 7 0 7
7 0 7
None Microsoft Excel 1 0 1
1 0 1
None 2 0 2
2 0 2
Novell 1 0 1
GroupWise 1 0 1
Total 4 0 4
4 0 4
Password Novell 1 0 1
GroupWise 1 0 1
PGP 1 0 1
0 0 0
Total 2 0 2
1 0 1
Total 13 0 13
12 0 12




High Low Medium Total
Mobile Devices Error iPaq Detection 1 0 1
Application 1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
Network Error None 3 0 3
3 0 3
Total 3 0 3
3 0 3
Incident None 3 0 3
3 0 3
Total 3 0 3
3 0 3
Password None 1 0 1
1 0 1
Novell 3 0 3
ConsoleOne 3 0 3
Total 4 0 4
4 0 4
Performance None 3 0 3
3 0 3
Total 3 0 3
3 0 3
Total 13 0 13
13 0 13
PC/Laptop Error Microsoft 1 0 1
Windows XP 1 0 1
PGP 1 0 1
1 0 1
PGP for 2 0 2
Windows 2 0 2




High

Low

Medium

Total

PC/Laptop Error Total 4 4
4 4

Hardware None 6 6
4 4

Total 6 6

4 4

None None 5 5
5 5

Total 5 5

5 5

Password Microsoft 1 1
Windows XP 1 1

None 6 6

6 6

PGP 1 1

1 1

Total 8 8

8 8

Performance None 2 2
2 2

Total 2 2

2 2

Total 25 25
23 23

Print/Copy/Sca Error Code None 2 2
n/Fax 1 1
Total 2 2

1 1

Incident None 5 5
3 3

Total 5 5

3 3




High

Low

Medium

Total

Print/Copy/Sca None None 12 0 12
n/Fax 9 0 9
Total 12 0 12

9 0 9

Queue None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Total 20 0 20

14 0 14

Remote Performance None 2 0 2
Connectivity 2 0 2
Total 2 0 2

2 0 2

Total 2 0 2

2 0 2

Server Error None 0 1 1
0 1 1

Total 0 1 1

0 1 1

Hardware None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Total 1 1 2

1 1 2

Telecom Call None 1 0 1
Management 1 0 1

Total 1 0 1

1 0 1

Conference None 6 1 7

6 1 7




High

Low

Medium

Total

Telecom Conference Total 6 1 7
6 1 7

CrossTalk/Nois None 1 0 1

e/Static 1 0 1

Total 1 0 1

1 0 1

Total 8 1 9

8 1 9

Wireless Error None 2 0 2
Connectivity 1 0 1
Total 2 0 2

1 0 1

Total 2 0 2

1 0 1

106 3 109

94 3 97

Telecom Area Code None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Call/Receive None 1 0 1

0 0 0

Total 1 0 1

0 0 0

CrossTalk/Nois None 1 0 1

e/Static 0 0 0

Total 1 0 1

0 0 0

Dial Tone Telephone 0 1 1

0 0 0

Total 0 1 1

0 0 0




High

Low

Medium

Total

Telecom

Telecom

Feature None 1 1
0 0

Telephone 1 1

0 0

Total 2 2

0 0

Hardware None 1 1
0 0

Total 1 1

0 0

None None 2 2
0 0

Total 2 2

0 0

Voice Mail None 2 2
0 0

Telephone 4 4

0 0

Total 6 6

0 0

Total 14 15
0 0

14 15

0 0

Call/Receive None 1 1
0 0

Total 1 1

0 0

Dial Tone Telephone 1 1
0 0

Total 1 1

0 0




High

Low

Medium

Total

Telecom

N

423
293




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
_No Tier 2 None None 0 2 0
0 2 0
Total 0 2 0
0 2 0
Total 0 2 0
0 2 0
Application None BlackBerry 0 1 0
0 0 0
Total 0 1 0
0 0 0
0 1 0
0 0 0
0 3 0
0 2 0
_No Tier 2 None Utah Master 0 1 0
Directory 0 0 0
Total 0 1 0
0 0 0
0 1 0
0 0 0
0 1 0
0 0 0
_No Tier 2 0 2 0
0 0 0




High Low Medium Total
_No Tier 2 None Total 2 0 2
0 0 0
Total 2 0 2
0 0 0
Application None Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Password PGP 2 0 2
0 0 0
Utah Master 14 0 14
Directory 1 0 1
Total 16 0 16
1 0 1
Total 17 0 17
1 0 1
19 0 19
1 0 1
_No Tier 2 None Citrix ICA 1 0 1
Client 0 0 0
Corel 2 0 2
WordPerfect 0 0 0
electronic 1 0 1
Project 0 0 0
HP Printer 1 0 1
Assistant 0 0 0
HP Printing 1 0 1
System for 0 0 0
Internet 1 0 1
Explorer 1 0 1
Microsoft Excel 1 0 1
0 0 0




High Low Medium Total
_No Tier 2 None Microsoft 1 0 1
Windows 0 0 0
Microsoft 2 0 2
Windows XP 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Nero Fast 1 0 1
CD-DVD 0 0 0
None 20 0 20
1 0 1
Novell Client 9 0 9
for 32-bit 0 0 0
Novell 6 0 6
GroupWise 0 0 0
Novell 2 0 2
Messenger 0 0 0
Project 3 0 3
Development 0 0 0
Symantec 1 0 1
Ghost 0 0 0
ZENworks for 1 1 2
Desktops 0 0 0
Total 55 1 56
2 0 2
Total 55 1 56
2 0 2
Application Error Internet 2 0 2
Explorer 0 0 0
None 3 0 3
0 0 0
Total 5 0 5
0 0 0




High

Low

Medium

Total

Application

None

None

Total

Total

EIS Hardware

PC/Laptop

None

Total

Total

Network

None

None

Total

Password

None

Novell Client
for 32-bit

Total

Total

PC/Laptop

Error

None

Total

Hardware

None

Total




High

Low

Medium

Total

PC/Laptop None None 8 8
0 0

Total 8 8

0 0

Password None 3 3

0 0

Total 3 3

0 0

Performance None 8 8

1 1

Total 8 8

1 1

Virus None 6 7

0 0

Total 6 7

0 0

Total 41 42

1 1

Print/Copy/Sca Incident None 3 3
n/Fax 0 0
Total 3 3

0 0

None None 5 5

0 0

Total 5 5

0 0

Total 8 8

0 0

119 121

4 4

_No Tier 2 None None 4 7
4 5




High Low Medium Total
_No Tier 2 None Total 4 0 7
4 0 5
Total 4 0 7
4 0 5
4 0 7
4 0 5
_No Tier 2 None None 3 0 3
2 0 2
Total 3 0 3
2 0 2
Total 3 0 3
2 0 2
3 0 3
2 0 2
Application Error None 1 0 1
0 0 0
Project 2 0 2
Development 0 0 0
Total 3 0 3
0 0 0
Password PGP 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
0 0 0
PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0
Total 1 0 1
0 0 0
Performance Microsoft Plus! 1 0 1
for Windows 0 0 0




High Low Medium Total
PC/Laptop Performance Microsoft 1 1
Windows XP 0 0
None 2 2
0 0
Novell 1 1
GroupWise 0 0
Total 5 5
0 0
Virus None 1 1
0 0
Total 1 1
0 0
Total 7 7
0 0
Print/Copy/Sca Error Code Microsoft Plus! 1 1
n/Fax for Windows 0 0
Total 1 1
0 0
Queue Microsoft 0 1
Windows 0 g
Microsoft 1 1
Windows XP 0 0
Total 1 2
0 0
Total 2 3
0 0
13 14
0 0
Application Error None 0 1
0 0
Total 0 1
0 0




High

Low

Medium

Total

Application Total 0 1
0 0

0 1

0 0

_No Tier 2 None None 76 77
0 0

Total 76 77

0 0

Total 76 77
0 0

Application Error Adobe Flash 1 1
0 0

Employee 2 2

Gateway 0 0

Microsoft Office 3 3

0 0

None 1 1

0 0

Novell 2 2

GroupWise 0 0

ProjectWise 3 3

0 0

Total 12 12

0 0

None Internet 1 1
Explorer 0 0

Total 1 1

0 0

Password Novell 1 1
ConsoleOne 0 0

Novell 1 1

GroupWise 0 0




High Low Medium Total
Application Password Total 2 0 2
0 0 0
Reporting Adobe Acrobat 1 0 1
8.0 0 0 0
BlackBerry 1 0 1
0 0 0
Dashboard for 1 0 1
Windows 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Project 1 0 1
Development 0 0 0
Utah 1 0 1
Performance 0 0 0
Total 7 0 7
0 0 0
Total 22 0 22
0 0 0
Mobile Devices Error BlackBerry 1 0 1
0 0 0
BlackBerry 1 0 1
Configuration 0 0 0
BlackBerry 1 0 1
Enterprise 0 0 0
None 2 0 2
0 0 0
Total 5 0 5
0 0 0
Total 5 0 5
0 0 0
Network Error None 2 0 2
0 0 0




High

Low

Medium

Total

Network

Error

Total

Incident

Novell
GroupWise

Total

Password

Novell Client
for 32-bit

Total

Performance

None

Novell
GroupWise

Total

Total

PC/Laptop

Error

None

Total

Hardware

None

Total

Password

Novell Client
for 32-bit

PGP

Total




High Low Medium Total
PC/Laptop Performance Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
PrintKey-Pro 1 0 1
0 0 0
Total 3 0 3
0 0 0
Total 9 0 9
0 0 0
Print/Copy/Sca Incident None 3 0 3
n/Fax 0 0 0
Total 3 0 3
0 0 0
Queue PDF Converter 1 0 1
0 0 0
Project 1 0 1
Development 0 0 0
Total 2 0 2
0 0 0
Total 5 0 5
0 0 0
Wireless Performance None 1 0 1
Connectivity 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
127 1 128
0 0 0
_No Tier 2 None ABC Amber LIT 1 0 1
Converter 0 0 0




_No Tier 2

High Low Medium Total
None FreeFTP 1 0 1
0 0 0
Microsoft 1 0 1
ActiveSync 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft Word 1 0 1
0 0 0
None 1 0 1
0 0 0
Novell 2 0 2
ConsoleOne 0 0 0
Novell 6 0 6
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Operations 1 0 1
Management 0 0 0
PGP for 1 0 1
Windows 0 0 0
Project 1 0 1
Development 0 0 0
ProjectWise 1 1 2
0 0 0
SAP Frontend 1 0 1
0 0 0
UDC Phone 1 0 1
Directory 0 0 0
Total 21 1 22
0 0
Total 21 1 22
0 0




High Low Medium Total
Application Error Microsoft Excel 1 0 1
0 0 0
Microsoft Office 1 0 1
XP 0 0 0
Microsoft 1 0 1
PowerPoint 0 0 0
None 2 0 2
0 0 0
Novell 2 0 2
GroupWise 0 0 0
Total 7 0 7
0 0 0
None Microsoft Excel 1 0 1
0 0 0
None 2 0 2
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 4 0 4
0 0 0
Password Novell 1 0 1
GroupWise 0 0 0
PGP 1 0 1
0 0 0
Total 2 0 2
0 0 0
Total 13 0 13
0 0 0
Mobile Devices Error iPaq Detection 1 0 1
Application 0 0 0
Total 1 0 1
0 0 0




High

Low

Medium

Total

Mobile Devices Total 1 1
0 0

Network Error None 3 3
0 0

Total 3 3

0 0

Incident None 3 3
0 0

Total 3 3

0 0

Password None 1 1
0 0

Novell 3 3

ConsoleOne 0 0

Total 4 4

0 0

Performance None 3 3
0 0

Total 3 3

0 0

Total 13 13
0 0

PC/Laptop Error Microsoft 1 1
Windows XP 0 0

PGP 1 1

0 0

PGP for 2 2

Windows 0 0

Total 4 4

0 0

Hardware None 6 6
0 0




High

Low

Medium

Total

PC/Laptop Hardware Total 6 0 6
0 0 0

None None 5 0 5
0 0 0

Total 5 0 5

0 0 0

Password Microsoft 1 0 1
Windows XP 0 0 0

None 6 0 6

0 0 0

PGP 1 0 1

0 0 0

Total 8 0 8

0 0 0

Performance None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 25 0 25
0 0 0

Print/Copy/Sca Error Code None 2 0 2
n/Fax 0 0 0
Total 2 0 2

0 0 0

Incident None 5 0 5
1 0 1

Total 5 0 5

1 0 1

None None 12 0 12
0 0 0

Total 12 0 12

0 0 0




High Low Medium Total
Print/Copy/Sca Queue None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 20 20
1 1
Remote Performance None 2 2
Connectivity 0 0
Total 2 2
0 0
Total 2 2
0 0
Server Error None 0 1
0 0
Total 0 1
0 0
Hardware None 1 1
0 0
Total 1 1
0 0
Total 1 2
0 0
Telecom Call None 1 1
Management 0 0
Total 1 1
0 0
Conference None 6 7
0 0
Total 6 7
0 0
CrossTalk/Nois None 1 1
e/Static 0 0




High Low Medium Total
Telecom CrossTalk/Nois Total 1 1
e/Static 0 0
Total 8 9
0 0
Wireless Error None 2 2
Connectivity 0 0
Total 2 2
0 0
Total 2 2
0 0
106 109
1 1
Telecom Area Code None 1 1
0 0
Total 1 1
0 0
Call/Receive None 1 1
0 0
Total 1 1
0 0
CrossTalk/Nois None 1 1
e/Static 0 0
Total 1 1
0 0
Dial Tone Telephone 0 1
0 0
Total 0 1
0 0
Feature None 1 1
0 0
Telephone 1 1
0 0




Telecom

Telecom

High Low Medium Total
Feature Total 2 2
0 0
Hardware None 1 1
0 0
Total 1 1
0 0
None None 2 2
0 0
Total 2 2
0 0
Voice Mail None 2 2
0 0
Telephone 4 4
0 0
Total 6 6
0 0
Total 14 15
0 0
14 15
0 0
Call/Receive None 1 1
0 0
Total 1 1
0 0
Dial Tone Telephone 1 1
0 0
Total 1 1
0 0
Total 2 2
0 0
2 2
0 0




High Low Medium Total

423
15




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
_No Tier 2 None None 0 2 0 2
0.00 5.64 0.00 5.64
Total 0 2 0 2
0.00 5.64 0.00 5.64
Total 0 2 0 2
0.00 5.64 0.00 5.64
Application None BlackBerry 0 1 0 1
0.00 0.68 0.00 0.68
Total 0 1 0 1
0.00 0.68 0.00 0.68
0 1 0 1
0.00 0.68 0.00 0.68
0 3 0 3
0.00 3.99 0.00 3.99
_No Tier 2 None Utah Master 0 1 0 1
Directory 0.00 0.25 0.00 0.25
Total 0 1 0 1
0.00 0.25 0.00 0.25
0 1 0 1
0.00 0.25 0.00 0.25
0 1 0 1
0.00 0.25 0.00 0.25
_No Tier 2 0 2 0 2
0.00 0.09 0.00 0.09




High Low Medium Total
_No Tier 2 None Total 0 2 0 2
0.00 0.09 0.00 0.09
Total 0 2 0 2
0.00 0.09 0.00 0.09
Application None Utah Master 0 1 0 1
Directory 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password PGP 0 2 0 2
0.00 0.15 0.00 0.15
Utah Master 0 14 0 14
Directory 0.00 0.33 0.00 0.33
Total 0 16 0 16
0.00 0.31 0.00 0.31
Total 0 17 0 17
0.00 0.29 0.00 0.29
0 19 0 19
0.00 0.27 0.00 0.27
_No Tier 2 None Citrix ICA 0 1 0 1
Client 0.00 0.01 0.00 0.01
Corel 0 2 0 2
WordPerfect 0.00 0.00 0.00 0.00
electronic 0 1 0 1
Project 0.00 0.04 0.00 0.04
HP Printer 0 1 0 1
Assistant 0.00 0.00 0.00 0.00
HP Printing 0 1 0 1
System for 0.00 0.02 0.00 0.02
Internet 0 1 0 1
Explorer 0.00 2.61 0.00 2.61
Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
_No Tier 2 None Microsoft 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Windows XP 0.00 0.31 0.00 0.31
Microsoft 0 1 0 1
Windows XP 0.00 0.01 0.00 0.01
Nero Fast 0 1 0 1
CD-DVD 0.00 0.00 0.00 0.00
None 0 20 0 20
0.00 0.29 0.00 0.29
Novell Client 0 9 0 9
for 32-bit 0.00 0.12 0.00 0.12
Novell 0 6 0 6
GroupWise 0.00 0.02 0.00 0.02
Novell 0 2 0 2
Messenger 0.00 0.02 0.00 0.02
Project 0 3 0 3
Development 0.00 0.00 0.00 0.00
Symantec 0 1 0 1
Ghost 0.00 0.00 0.00 0.00
ZENworks for 0 1 1 2
Desktops 0.00 0.00 0.00 0.00
Total 0 55 1 56
0.00 0.19 0.00 0.19
Total 0 55 1 56
0.00 0.19 0.00 0.19
Application Error Internet 0 2 0 2
Explorer 0.00 0.11 0.00 0.11
None 0 3 0 3
0.00 0.25 0.00 0.25
Total 0 5 0 5
0.00 0.20 0.00 0.20




High Low Medium Total
Application None None 0 3 0 3
0.00 0.90 0.00 0.90
Total 0 3 0 3
0.00 0.90 0.00 0.90
Total 0 8 0 8
0.00 0.46 0.00 0.46
EIS Hardware PC/Laptop None 0 1 0 1
0.00 0.85 0.00 0.85
Total 0 1 0 1
0.00 0.85 0.00 0.85
Total 0 1 0 1
0.00 0.85 0.00 0.85
Network None None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password None 0 3 0 3
0.00 0.00 0.00 0.00
Novell Client 0 2 0 2
for 32-bit 0.00 0.04 0.00 0.04
Total 0 5 0 5
0.00 0.02 0.00 0.02
Total 0 6 0 6
0.00 0.01 0.00 0.01
PC/Laptop Error None 0 7 0 7
0.00 0.03 0.00 0.03
Total 0 7 0 7
0.00 0.03 0.00 0.03
Hardware None 0 9 0 9
0.00 0.05 0.00 0.05
Total 0 9 0 9
0.00 0.05 0.00 0.05




High Low Medium Total
PC/Laptop None None 0 8 0 8
0.00 0.01 0.00 0.01
Total 0 8 0 8
0.00 0.01 0.00 0.01
Password None 0 3 0 3
0.00 0.01 0.00 0.01
Total 0 3 0 3
0.00 0.01 0.00 0.01
Performance None 0 8 0 8
0.00 0.37 0.00 0.37
Total 0 8 0 8
0.00 0.37 0.00 0.37
Virus None 0 6 1 7
0.00 0.15 0.00 0.13
Total 0 6 1 7
0.00 0.15 0.00 0.13
Total 0 41 1 42
0.00 0.11 0.00 0.11
Print/Copy/Sca Incident None 0 3 0 3
n/Fax 0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
None None 0 5 0 5
0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.00 0.00 0.00
Total 0 8 0 8
0.00 0.00 0.00 0.00
0 119 2 121
0.00 0.17 0.00 0.16
_No Tier 2 None None 3 4 0 7
8.74 10.09 0.00 9.51




High Low Medium Total
_No Tier 2 None Total 3 4 0 7
8.74 10.09 0.00 9.51
Total 3 4 0 7
8.74 10.09 0.00 9.51
3 4 0 7
8.74 10.09 0.00 9.51
_No Tier 2 None None 0 3 0 3
0.00 4.98 0.00 4.98
Total 0 3 0 3
0.00 4.98 0.00 4.98
Total 0 3 0 3
0.00 4.98 0.00 4.98
0 3 0 3
0.00 4.98 0.00 4.98
Application Error None 0 1 0 1
0.00 0.04 0.00 0.04
Project 0 2 0 2
Development 0.00 0.46 0.00 0.46
Total 0 3 0 3
0.00 0.32 0.00 0.32
Password PGP 0 1 0 1
0.00 0.89 0.00 0.89
Total 0 1 0 1
0.00 0.89 0.00 0.89
Total 0 4 0 4
0.00 0.46 0.00 0.46
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Performance Microsoft Plus! 0 1 0 1
for Windows 0.00 0.03 0.00 0.03




High Low Medium Total
PC/Laptop Performance Microsoft 0 1 0 1
Windows XP 0.00 0.03 0.00 0.03
None 0 2 0 2
0.00 0.05 0.00 0.05
Novell 0 1 0 1
GroupWise 0.00 0.03 0.00 0.03
Total 0 5 0 5
0.00 0.04 0.00 0.04
Virus None 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 7 0 7
0.00 0.04 0.00 0.04
Print/Copy/Sca Error Code Microsoft Plus! 0 1 0 1
n/Fax for Windows 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Queue Microsoft 0 0 1 1
Windows 0.00 0.00 0.00 0.00
Microsoft 0 1 0 1
Windows XP 0.00 0.10 0.00 0.10
Total 0 1 1 2
0.00 0.10 0.00 0.05
Total 0 2 1 3
0.00 0.05 0.00 0.03
0 13 1 14
0.00 0.17 0.00 0.16
Application Error None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00




High Low Medium Total
Application Total 0 0 1 1
0.00 0.00 0.00 0.00
0 0 1 1
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 76 1 77
0.00 0.01 0.00 0.01
Total 0 76 1 77
0.00 0.01 0.00 0.01
Total 0 76 1 77
0.00 0.01 0.00 0.01
Application Error Adobe Flash 0 1 0 1
0.00 0.56 0.00 0.56
Employee 0 2 0 2
Gateway 0.00 0.00 0.00 0.00
Microsoft Office 0 3 0 3
0.00 0.11 0.00 0.11
None 0 1 0 1
0.00 0.00 0.00 0.00
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
ProjectWise 0 3 0 3
0.00 0.02 0.00 0.02
Total 0 12 0 12
0.00 0.08 0.00 0.08
None Internet 0 1 0 1
Explorer 0.00 0.11 0.00 0.11
Total 0 1 0 1
0.00 0.11 0.00 0.11
Password Novell 0 1 0 1
ConsoleOne 0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00




High Low Medium Total
Application Password Total 0 2 0 2
0.00 0.00 0.00 0.00
Reporting Adobe Acrobat 0 1 0 1
8.0 0.00 0.05 0.00 0.05
BlackBerry 0 1 0 1
0.00 0.00 0.00 0.00
Dashboard for 0 1 0 1
Windows 0.00 0.08 0.00 0.08
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Project 0 1 0 1
Development 0.00 0.00 0.00 0.00
Utah 0 1 0 1
Performance 0.00 0.06 0.00 0.06
Total 0 7 0 7
0.00 0.03 0.00 0.03
Total 0 22 0 22
0.00 0.06 0.00 0.06
Mobile Devices Error BlackBerry 0 1 0 1
0.00 0.30 0.00 0.30
BlackBerry 0 1 0 1
Configuration 0.00 3.38 0.00 3.38
BlackBerry 0 1 0 1
Enterprise 0.00 0.08 0.00 0.08
None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.75 0.00 0.75
Total 0 5 0 5
0.00 0.75 0.00 0.75
Network Error None 0 2 0 2
0.00 0.00 0.00 0.00




High Low Medium Total
Network Error Total 0 2 0 2
0.00 0.00 0.00 0.00
Incident Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Novell Client 0 2 0 2
for 32-bit 0.00 0.30 0.00 0.30
Total 0 2 0 2
0.00 0.30 0.00 0.30
Performance None 0 3 0 3
0.00 0.23 0.00 0.23
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.17 0.00 0.17
Total 0 9 0 9
0.00 0.14 0.00 0.14
PC/Laptop Error None 0 1 0 1
0.00 0.25 0.00 0.25
Total 0 1 0 1
0.00 0.25 0.00 0.25
Hardware None 0 3 0 3
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.22 0.00 0.22
PGP 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.1 0.00 0.1




High Low Medium Total
PC/Laptop Performance Microsoft 0 1 0 1
Windows XP 0.00 0.07 0.00 0.07
None 0 1 0 1
0.00 0.14 0.00 0.14
PrintKey-Pro 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.07 0.00 0.07
Total 0 9 0 9
0.00 0.08 0.00 0.08
Print/Copy/Sca Incident None 0 3 0 3
n/Fax 0.00 0.31 0.00 0.31
Total 0 3 0 3
0.00 0.31 0.00 0.31
Queue PDF Converter 0 1 0 1
0.00 0.15 0.00 0.15
Project 0 1 0 1
Development 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.07 0.00 0.07
Total 0 5 0 5
0.00 0.21 0.00 0.21
Wireless Performance None 0 1 0 1
Connectivity 0.00 0.59 0.00 0.59
Total 0 1 0 1
0.00 0.59 0.00 0.59
Total 0 1 0 1
0.00 0.59 0.00 0.59
0 127 1 128
0.00 0.08 0.00 0.08
_No Tier 2 None ABC Amber LIT 0 1 0 1
Converter 0.00 0.05 0.00 0.05




_No Tier 2

High Low Medium Total

None FreeFTP 0 1 0 1
0.00 0.00 0.00 0.00

Microsoft 0 1 0 1
ActiveSync 0.00 0.00 0.00 0.00
Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00

Microsoft Word 0 1 0 1
0.00 0.33 0.00 0.33

None 0 1 0 1
0.00 0.00 0.00 0.00

Novell 0 2 0 2
ConsoleOne 0.00 0.24 0.00 0.24
Novell 0 6 0 6
GroupWise 0.00 0.00 0.00 0.00
Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
Operations 0 1 0 1
Management 0.00 0.00 0.00 0.00
PGP for 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Project 0 1 0 1
Development 0.00 0.00 0.00 0.00
ProjectWise 0 1 1 2
0.00 0.00 0.00 0.00

SAP Frontend 0 1 0 1
0.00 0.00 0.00 0.00

UDC Phone 0 1 0 1
Directory 0.00 0.04 0.00 0.04
Total 0 21 1 22
0.00 0.04 0.00 0.04

Total 0 21 1 22
0.00 0.04 0.00 0.04




High Low Medium Total
Application Error Microsoft Excel 0 1 0 1
0.00 0.10 0.00 0.10
Microsoft Office 0 1 0 1
XP 0.00 0.05 0.00 0.05
Microsoft 0 1 0 1
PowerPoint 0.00 0.33 0.00 0.33
None 0 2 0 2
0.00 0.04 0.00 0.04
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Total 0 7 0 7
0.00 0.08 0.00 0.08
None Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.07 0.00 0.07
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.04 0.00 0.04
Password Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 2 0 2
0.00 0.07 0.00 0.07
Total 0 13 0 13
0.00 0.06 0.00 0.06
Mobile Devices Error iPaq Detection 0 1 0 1
Application 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
Mobile Devices Total 0 1 0 1
0.00 0.00 0.00 0.00
Network Error None 0 3 0 3
0.00 0.03 0.00 0.03
Total 0 3 0 3
0.00 0.03 0.00 0.03
Incident None 0 3 0 3
0.00 0.04 0.00 0.04
Total 0 3 0 3
0.00 0.04 0.00 0.04
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Novell 0 3 0 3
ConsoleOne 0.00 0.02 0.00 0.02
Total 0 4 0 4
0.00 0.01 0.00 0.01
Performance None 0 3 0 3
0.00 0.01 0.00 0.01
Total 0 3 0 3
0.00 0.01 0.00 0.01
Total 0 13 0 13
0.00 0.02 0.00 0.02
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.00 0.00 0.00
PGP for 0 2 0 2
Windows 0.00 0.06 0.00 0.06
Total 0 4 0 4
0.00 0.03 0.00 0.03
Hardware None 0 6 0 6
0.00 0.10 0.00 0.10




High

Low

Medium

Total

PC/Laptop Hardware Total 0 6 0 6
0.00 0.10 0.00 0.10

None None 0 5 0 5
0.00 0.07 0.00 0.07

Total 0 5 0 5

0.00 0.07 0.00 0.07

Password Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

None 0 6 0 6

0.00 0.01 0.00 0.01

PGP 0 1 0 1

0.00 0.25 0.00 0.25

Total 0 8 0 8

0.00 0.04 0.00 0.04

Performance None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 25 0 25
0.00 0.05 0.00 0.05

Print/Copy/Sca Error Code None 0 2 0 2
n/Fax 0.00 0.03 0.00 0.03
Total 0 2 0 2

0.00 0.03 0.00 0.03

Incident None 0 5 0 5
0.00 0.24 0.00 0.24

Total 0 5 0 5

0.00 0.24 0.00 0.24

None None 0 12 0 12
0.00 0.07 0.00 0.07

Total 0 12 0 12

0.00 0.07 0.00 0.07




High Low Medium Total
Print/Copy/Sca Queue None 0 1 0 1
n/Fax 0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 20 0 20
0.00 0.11 0.00 0.11
Remote Performance None 0 2 0 2
Connectivity 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Server Error None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 1 2
0.00 0.00 0.00 0.00
Telecom Call None 0 1 0 1
Management 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Conference None 0 6 1 7
0.00 0.01 0.06 0.01
Total 0 6 1 7
0.00 0.01 0.06 0.01
CrossTalk/Nois None 0 1 0 1
e/Static 0.00 0.07 0.00 0.07




High Low Medium Total
Telecom CrossTalk/Nois Total 0 1 0 1
e/Static 0.00 0.07 0.00 0.07
Total 0 8 1 9
0.00 0.01 0.06 0.02
Wireless Error None 0 2 0 2
Connectivity 0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
0 106 3 109
0.00 0.05 0.02 0.05
Telecom Area Code None 0 1 0 1
0.00 0.66 0.00 0.66
Total 0 1 0 1
0.00 0.66 0.00 0.66
Call/Receive None 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
CrossTalk/Nois None 0 1 0 1
e/Static 0.00 0.40 0.00 0.40
Total 0 1 0 1
0.00 0.40 0.00 0.40
Dial Tone Telephone 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Feature None 0 1 0 1
0.00 0.10 0.00 0.10
Telephone 0 1 0 1
0.00 0.10 0.00 0.10




Telecom

Telecom

High Low Medium Total
Feature Total 0 2 0 2
0.00 0.10 0.00 0.10
Hardware None 0 1 0 1
0.00 0.15 0.00 0.15
Total 0 1 0 1
0.00 0.15 0.00 0.15
None None 0 2 0 2
0.00 0.23 0.00 0.23
Total 0 2 0 2
0.00 0.23 0.00 0.23
Voice Mail None 0 2 0 2
0.00 0.08 0.00 0.08
Telephone 0 4 0 4
0.00 0.25 0.00 0.25
Total 0 6 0 6
0.00 0.20 0.00 0.20
Total 0 14 1 15
0.00 0.22 0.00 0.21
0 14 1 15
0.00 0.22 0.00 0.21
Call/Receive None 0 1 0 1
0.00 0.20 0.00 0.20
Total 0 1 0 1
0.00 0.20 0.00 0.20
Dial Tone Telephone 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 2 0 2
0.00 0.13 0.00 0.13
0 2 0 2
0.00 0.13 0.00 0.13




High Low Medium Total

423
0.33




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
_No Tier 2 None None 0 2 0 2
0 2 0 2
Total 0 2 0 2
0 2 0 2
Total 0 2 0 2
0 2 0 2
Application None BlackBerry 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
0 3 0 5
0 2 0 2
_No Tier 2 Utah Master 0 1 0 1
Directory 0 0 0 0
Total 0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
_No Tier 2 0 2 0 2
0 0 0 0
Total 0 2 0 2
0 0 0 0




High Low Medium Total
_No Tier 2 Total 2 0 2
0 0 0
Application None Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Password PGP 2 0 2
0 0 0
Utah Master 14 0 14
Directory 0 0 0
Total 16 0 16
0 0 0
Total 17 0 17
0 0 0
19 0 19
0 0 0
_No Tier 2 None Citrix ICA 1 0 1
Client 0 0 0
Corel 2 0 2
WordPerfect 0 0 0
electronic 1 0 1
Project 0 0 0
HP Printer 1 0 1
Assistant 0 0 0
HP Printing 1 0 1
System for 0 0 0
Internet 1 0 1
Explorer 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft 1 0 1
Windows 0 0 0




High Low Medium Total
_No Tier 2 None Microsoft 2 0 2
Windows XP 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Nero Fast 1 0 1
CD-DVD 0 0 0
None 20 0 20
0 0 0
Novell Client 9 0 9
for 32-bit 0 0 0
Novell 6 0 6
GroupWise 0 0 0
Novell 2 0 2
Messenger 0 0 0
Project 3 0 5
Development 0 0 0
Symantec 1 0 1
Ghost 0 0 0
ZENworks for 1 1 2
Desktops 0 0 0
Total 55 1 56
0 0 0
Total 55 1 56
0 0 0
Application Error Internet 2 0 2
Explorer 0 0 0
None 3 0 3
0 0 0
Total 5 0 5
0 0 0
None None 3 0 3
0 0 0




High

Low

Medium

Total

Application None Total 3 0 3
0 0 0

Total 8 0 8

0 0 0

EIS Hardware PC/Laptop None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Network None None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Password None 3 0 3

0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Total 5 0 5

0 0 0

Total 6 0 6

1 0 1

PC/Laptop Error None 7 0 7
1 0 1

Total 7 0 7

1 0 1

Hardware None 9 0 9

0 0 0

Total 9 0 9

0 0 0

None None 8 0 8




High

Low

Medium

Total

PC/Laptop None Total 8 0 8
1 0 1

Password None 3 0 3

0 0 0

Total 3 0 3

0 0 0

Performance None 8 0 8

0 0 0

Total 8 0 8

0 0 0

Virus None 6 1 7

1 0 1

Total 6 1 7

1 0 1

Total 41 1 42

3 0 3

Print/Copy/Sca Incident None 3 0 3
n/Fax 0 0 0
Total 3 0 3

0 0 0

None None 5 0 5

1 0 1

Total 5 0 5

1 0 1

Total 8 0 8

1 0 1

119 2 121

5 0 5

_No Tier 2 None None 4 0 7
2 0 3

Total 4 0 7

2 0 3




High Low Medium Total
_No Tier 2 Total 4 0 7
2 0 3
4 0 7
2 0 3
_No Tier 2 None None 3 0 3
2 0 2
Total 3 0 3
2 0 2
Total 3 0 3
2 0 2
3 0 3
2 0 2
Application Error None 1 0 1
0 0 0
Project 2 0 2
Development 0 0 0
Total 3 0 3
0 0 0
Password PGP 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
0 0 0
PC/Laptop Error Microsoft 1 0 1
Windows XP 0 0 0
Total 1 0 1
0 0 0
Performance Microsoft Plus! 1 0 1
for Windows 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0




High Low Medium Total
PC/Laptop Performance None 2 2
0 0
Novell 1 1
GroupWise 0 0
Total 5 5
0 0
Virus None 1 1
0 0
Total 1 1
0 0
Total 7 7
0 0
Print/Copy/Sca Error Code Microsoft Plus! 1 1
n/Fax for Windows 0 0
Total 1 1
0 0
Queue Microsoft 0 1
Windows 0 0
Microsoft 1 1
Windows XP 0 0
Total 1 2
0 0
Total 2 3
0 0
13 14
0 0
Application Error None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0




High Low Medium Total
0 0 1 1
0 0 0 0
_No Tier 2 None None 0 76 1 77
0 1 0 1
Total 0 76 1 77
0 1 0 1
Total 0 76 1 77
0 1 0 1
Application Error Adobe Flash 0 1 0 1
0 0 0 0
Employee 0 2 0 2
Gateway 0 0 0 0
Microsoft Office 0 3 0 3
0 0 0 0
None 0 1 0 1
0 0 0 0
Novell 0 2 0 2
GroupWise 0 0 0 0
ProjectWise 0 3 0 3
0 0 0 0
Total 0 12 0 12
0 0 0 0
None Internet 0 1 0 1
Explorer 0 0 0 0
Total 0 1 0 1
0 0 0 0
Password Novell 0 1 0 1
ConsoleOne 0 0 0 0
Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 2 0 2
0 0 0 0




High Low Medium Total
Application Reporting Adobe Acrobat 1 0 1
8.0 0 0 0
BlackBerry 1 0 1
0 0 0
Dashboard for 1 0 1
Windows 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Project 1 0 1
Development 0 0 0
Utah 1 0 1
Performance 0 0 0
Total 7 0 7
0 0 0
Total 22 0 22
0 0 0
Mobile Devices Error BlackBerry 1 0 1
0 0 0
BlackBerry 1 0 1
Configuration 0 0 0
BlackBerry 1 0 1
Enterprise 0 0 0
None 2 0 2
0 0 0
Total 5 0 5
0 0 0
Total 5 0 5
0 0 0
Network Error None 2 0 2
0 0 0
Total 2 0 2
0 0 0




High Low Medium Total
Network Incident Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Password Novell Client 2 0 2
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Performance None 3 0 3
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 4 0 4
0 0 0
Total 9 0 9
0 0 0
PC/Laptop Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Password Novell Client 1 0 1
for 32-bit 0 0 0
PGP 1 0 1
0 0 0
Total 2 0 2
0 0 0
Performance Microsoft 1 0 1
Windows XP 0 0 0




High

Low

Medium

Total

PC/Laptop Performance None 1 1
0 0

PrintKey-Pro 1 1

0 0

Total 3 3

0 0

Total 9 9

0 0

Print/Copy/Sca Incident None 3 3
n/Fax 0 0
Total 3 3

0 0

Queue PDF Converter 1 1

0 0

Project 1 1

Development 0 0

Total 2 2

0 0

Total 5 5

0 0

Wireless Performance None 1 1
Connectivity 0 0
Total 1 1

0 0

Total 1 1

0 0

127 128

1 1

_No Tier 2 None ABC Amber LIT 1 1
Converter 0 0

FreeFTP 1 1

0 0




High Low Medium Total
_No Tier 2 None Microsoft 1 0 1
ActiveSync 0 0 0
Microsoft Excel 1 0 1
0 0 0
Microsoft Word 1 0 1
0 0 0
None 1 0 1
0 0 0
Novell 2 0 2
ConsoleOne 0 0 0
Novell 6 0 6
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Operations 1 0 1
Management 0 0 0
PGP for 1 0 1
Windows 0 0 0
Project 1 0 1
Development 0 0 0
ProjectWise 1 1 2
0 0 0
SAP Frontend 1 0 1
0 0 0
UDC Phone 1 0 1
Directory 0 0 0
Total 21 1 22
0 0 0
Total 21 1 22
0 0
Application Error Microsoft Excel 1 0 1
0 0 0




High Low Medium Total
Application Error Microsoft Office 1 0 1
XP 0 0 0
Microsoft 1 0 1
PowerPoint 0 0 0
None 2 0 2
0 0 0
Novell 2 0 2
GroupWise 0 0 0
Total 7 0 7
0 0 0
None Microsoft Excel 1 0 1
0 0 0
None 2 0 2
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 4 0 4
0 0 0
Password Novell 1 0 1
GroupWise 0 0 0
PGP 1 0 1
0 0 0
Total 2 0 2
0 0 0
Total 13 0 13
0 0 0
Mobile Devices Error iPaq Detection 1 0 1
Application 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




High Low Medium Total
Network Error None 3 3
0 0
Total 3 3
0 0
Incident None 3 3
0 0
Total 3 3
0 0
Password None 1 1
0 0
Novell 3 3
ConsoleOne 0 0
Total 4 4
0 0
Performance None 3 3
0 0
Total 3 3
0 0
Total 13 13
0 0
PC/Laptop Error Microsoft 1 1
Windows XP 0 0
PGP 1 1
0 0
PGP for 2 2
Windows 0 0
Total 4 4
0 0
Hardware None 6 6
0 0
Total 6 6
0 0




High

Low

Medium

Total

PC/Laptop None None 5 5
0 0

Total 5 5

0 0

Password Microsoft 1 1
Windows XP 0 0

None 6 6

0 0

PGP 1 1

0 0

Total 8 8

0 0

Performance None 2 2
0 0

Total 2 2

0 0

Total 25 25
0 0

Print/Copy/Sca Error Code None 2 2
n/Fax 0 0
Total 2 2

0 0

Incident None 5 5
1 1

Total 5 5

1 1

None None 12 12
0 0

Total 12 12

0 0

Queue None 1 1
0 0




High

Low

Medium

Total

Print/Copy/Sca Queue Total 1 1
n/Fax 0 0
Total 20 20

1 1

Remote Performance None 2 2
Connectivity 0 0
Total 2 2

0 0

Total 2 2

0 0

Server Error None 0 1
0 0

Total 0 1

0 0

Hardware None 1 1

0 0

Total 1 1

0 0

Total 1 2

0 0

Telecom Call None 1 1
Management 0 0

Total 1 1

0 0

Conference None 6 7

0 0

Total 6 7

0 0

CrossTalk/Nois None 1 1

e/Static 0 0

Total 1 1

0 0




High Low Medium Total
Telecom Total 8 9
0 0
Wireless Error None 2 2
Connectivity 0 0
Total 2 2
0 0
Total 2 2
0 0
106 109
1 1
Telecom Area Code None 1 1
0 0
Total 1 1
0 0
Call/Receive None 1 1
0 0
Total 1 1
0 0
CrossTalk/Nois None 1 1
e/Static 0 0
Total 1 1
0 0
Dial Tone Telephone 0 1
0 0
Total 0 1
0 0
Feature None 1 1
0 0
Telephone 1 1
0 0
Total 2 2
0 0




Telecom

Telecom

High Low Medium Total
Hardware None 1 1
0 0
Total 1 1
0 0
None None 2 2
0 0
Total 2 2
0 0
Voice Mail None 2 2
0 0
Telephone 4 4
0 0
Total 6 6
0 0
14 15
0 0
14 15
0 0
Call/Receive 1 1
0 0
Total 1 1
0 0
Dial Tone Telephone 1 1
0 0
Total 1
0
2
0
2
0
423

14




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and

Critical within 2 clock hours.
Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
_No Tier 2 None None 0 2 0 2
0.00 7.02 0.00 7.02
Total 0 2 0 2
0.00 7.02 0.00 7.02
Total 0 2 0 2
0.00 7.02 0.00 7.02
Application None BlackBerry 0 1 0 1
0.00 3.05 0.00 3.05
Total 0 1 0 1
0.00 3.05 0.00 3.05
0 1 0 1
0.00 3.05 0.00 3.05
0 3 0 3
0.00 5.70 0.00 5.70
_No Tier 2 None Utah Master 0 1 0 1
Directory 0.00 0.50 0.00 0.50
Total 0 1 0 1
0.00 0.50 0.00 0.50
0 1 0 1
0.00 0.50 0.00 0.50
0 1 0 1
0.00 0.50 0.00 0.50
_No Tier 2 0 2 0 2
0.00 0.13 0.00 0.13




High Low Medium Total
_No Tier 2 None Total 0 2 0 2
0.00 0.13 0.00 0.13
Total 0 2 0 2
0.00 0.13 0.00 0.13
Application None Utah Master 0 1 0 1
Directory 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password PGP 0 2 0 2
0.00 0.15 0.00 0.15
Utah Master 0 14 0 14
Directory 0.00 0.34 0.00 0.34
Total 0 16 0 16
0.00 0.32 0.00 0.32
Total 0 17 0 17
0.00 0.31 0.00 0.31
0 19 0 19
0.00 0.29 0.00 0.29
_No Tier 2 None Citrix ICA 0 1 0 1
Client 0.00 1.64 0.00 1.64
Corel 0 2 0 2
WordPerfect 0.00 0.21 0.00 0.21
electronic 0 1 0 1
Project 0.00 1.62 0.00 1.62
HP Printer 0 1 0 1
Assistant 0.00 0.23 0.00 0.23
HP Printing 0 1 0 1
System for 0.00 1.44 0.00 1.44
Internet 0 1 0 1
Explorer 0.00 2.61 0.00 2.61
Microsoft Excel 0 1 0 1
0.00 0.19 0.00 0.19




High Low Medium Total
_No Tier 2 None Microsoft 0 1 0 1
Windows 0.00 0.46 0.00 0.46
Microsoft 0 2 0 2
Windows XP 0.00 3.03 0.00 3.03
Microsoft 0 1 0 1
Windows XP 0.00 1.65 0.00 1.65
Nero Fast 0 1 0 1
CD-DVD 0.00 0.58 0.00 0.58
None 0 20 0 20
0.00 1.17 0.00 1.17
Novell Client 0 9 0 9
for 32-bit 0.00 0.61 0.00 0.61
Novell 0 6 0 6
GroupWise 0.00 0.44 0.00 0.44
Novell 0 2 0 2
Messenger 0.00 0.40 0.00 0.40
Project 0 3 0 3
Development 0.00 0.31 0.00 0.31
Symantec 0 1 0 1
Ghost 0.00 0.52 0.00 0.52
ZENworks for 0 1 1 2
Desktops 0.00 0.18 0.21 0.19
Total 0 55 1 56
0.00 0.93 0.21 0.91
Total 0 55 1 56
0.00 0.93 0.21 0.91
Application Error Internet 0 2 0 2
Explorer 0.00 1.24 0.00 1.24
None 0 3 0 3
0.00 0.57 0.00 0.57
Total 0 5 0 5
0.00 0.84 0.00 0.84




High Low Medium Total
Application None None 0 3 0 3
0.00 3.61 0.00 3.61
Total 0 3 0 3
0.00 3.61 0.00 3.61
Total 0 8 0 8
0.00 1.88 0.00 1.88
EIS Hardware PC/Laptop None 0 1 0 1
0.00 3.59 0.00 3.59
Total 0 1 0 1
0.00 3.59 0.00 3.59
Total 0 1 0 1
0.00 3.59 0.00 3.59
Network None None 0 1 0 1
0.00 7.74 0.00 7.74
Total 0 1 0 1
0.00 7.74 0.00 7.74
Password None 0 3 0 3
0.00 1.86 0.00 1.86
Novell Client 0 2 0 2
for 32-bit 0.00 0.04 0.00 0.04
Total 0 5 0 5
0.00 1.13 0.00 1.13
Total 0 6 0 6
0.00 2.23 0.00 2.23
PC/Laptop Error None 0 7 0 7
0.00 2.60 0.00 2.60
Total 0 7 0 7
0.00 2.60 0.00 2.60
Hardware None 0 9 0 9
0.00 0.83 0.00 0.83
Total 0 9 0 9
0.00 0.83 0.00 0.83




High Low Medium Total
PC/Laptop None None 0 8 0 8
0.00 2.26 0.00 2.26
Total 0 8 0 8
0.00 2.26 0.00 2.26
Password None 0 3 0 3
0.00 1.24 0.00 1.24
Total 0 3 0 3
0.00 1.24 0.00 1.24
Performance None 0 8 0 8
0.00 1.38 0.00 1.38
Total 0 8 0 8
0.00 1.38 0.00 1.38
Virus None 0 6 1 7
0.00 1.99 0.90 1.84
Total 0 6 1 7
0.00 1.99 0.90 1.84
Total 0 41 1 42
0.00 1.72 0.90 1.70
Print/Copy/Sca Incident None 0 3 0 3
n/Fax 0.00 0.18 0.00 0.18
Total 0 3 0 3
0.00 0.18 0.00 0.18
None None 0 5 0 5
0.00 4.15 0.00 4.15
Total 0 5 0 5
0.00 4.15 0.00 4.15
Total 0 8 0 8
0.00 2.66 0.00 2.66
0 119 2 121
0.00 1.47 0.56 1.45
_No Tier 2 None None 3 4 0 7
8.74 10.71 0.00 9.86




High Low Medium Total
_No Tier 2 None Total 3 4 0 7
8.74 10.71 0.00 9.86
Total 3 4 0 7
8.74 10.71 0.00 9.86
3 4 0 7
8.74 10.71 0.00 9.86
_No Tier 2 None None 0 3 0 3
0.00 4.98 0.00 4.98
Total 0 3 0 3
0.00 4.98 0.00 4.98
Total 0 3 0 3
0.00 4.98 0.00 4.98
0 3 0 3
0.00 4.98 0.00 4.98
Application Error None 0 1 0 1
0.00 0.00 0.00 0.00
Project 0 2 0 2
Development 0.00 0.61 0.00 0.61
Total 0 3 0 3
0.00 0.46 0.00 0.46
Password PGP 0 1 0 1
0.00 0.89 0.00 0.89
Total 0 1 0 1
0.00 0.89 0.00 0.89
Total 0 4 0 4
0.00 0.60 0.00 0.60
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Performance Microsoft Plus! 0 1 0 1
for Windows 0.00 0.00 0.00 0.00




High Low Medium Total
PC/Laptop Performance Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.05 0.00 0.05
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.02 0.00 0.02
Virus None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 7 0 7
0.00 0.02 0.00 0.02
Print/Copy/Sca Error Code Microsoft Plus! 0 1 0 1
n/Fax for Windows 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Queue Microsoft 0 0 1 1
Windows 0.00 0.00 0.00 0.00
Microsoft 0 1 0 1
Windows XP 0.00 1.01 0.00 1.01
Total 0 1 1 2
0.00 1.01 0.00 0.68
Total 0 2 1 3
0.00 0.68 0.00 0.51
0 13 1 14
0.00 0.34 0.00 0.32
Application Error None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00




High Low Medium Total
Application Total 0 0 1 1
0.00 0.00 0.00 0.00
0 0 1 1
0.00 0.00 0.00 0.00
_No Tier 2 None None 0 76 1 77
0.00 0.27 0.00 0.27
Total 0 76 1 77
0.00 0.27 0.00 0.27
Total 0 76 1 77
0.00 0.27 0.00 0.27
Application Error Adobe Flash 0 1 0 1
0.00 0.56 0.00 0.56
Employee 0 2 0 2
Gateway 0.00 0.00 0.00 0.00
Microsoft Office 0 3 0 3
0.00 0.11 0.00 0.11
None 0 1 0 1
0.00 0.00 0.00 0.00
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
ProjectWise 0 3 0 3
0.00 0.02 0.00 0.02
Total 0 12 0 12
0.00 0.08 0.00 0.08
None Internet 0 1 0 1
Explorer 0.00 0.11 0.00 0.11
Total 0 1 0 1
0.00 0.11 0.00 0.11
Password Novell 0 1 0 1
ConsoleOne 0.00 0.00 0.00 0.00
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00




High Low Medium Total
Application Password Total 0 2 0 2
0.00 0.00 0.00 0.00
Reporting Adobe Acrobat 0 1 0 1
8.0 0.00 0.05 0.00 0.05
BlackBerry 0 1 0 1
0.00 0.00 0.00 0.00
Dashboard for 0 1 0 1
Windows 0.00 0.08 0.00 0.08
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Project 0 1 0 1
Development 0.00 0.00 0.00 0.00
Utah 0 1 0 1
Performance 0.00 0.06 0.00 0.06
Total 0 7 0 7
0.00 0.03 0.00 0.03
Total 0 22 0 22
0.00 0.06 0.00 0.06
Mobile Devices Error BlackBerry 0 1 0 1
0.00 0.30 0.00 0.30
BlackBerry 0 1 0 1
Configuration 0.00 3.38 0.00 3.38
BlackBerry 0 1 0 1
Enterprise 0.00 0.08 0.00 0.08
None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 5 0 5
0.00 0.75 0.00 0.75
Total 0 5 0 5
0.00 0.75 0.00 0.75
Network Error None 0 2 0 2
0.00 0.00 0.00 0.00




High Low Medium Total
Network Error Total 0 2 0 2
0.00 0.00 0.00 0.00
Incident Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Novell Client 0 2 0 2
for 32-bit 0.00 0.30 0.00 0.30
Total 0 2 0 2
0.00 0.30 0.00 0.30
Performance None 0 3 0 3
0.00 0.23 0.00 0.23
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.17 0.00 0.17
Total 0 9 0 9
0.00 0.14 0.00 0.14
PC/Laptop Error None 0 1 0 1
0.00 0.25 0.00 0.25
Total 0 1 0 1
0.00 0.25 0.00 0.25
Hardware None 0 3 0 3
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.22 0.00 0.22
PGP 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.1 0.00 0.1




High Low Medium Total
PC/Laptop Performance Microsoft 0 1 0 1
Windows XP 0.00 0.07 0.00 0.07
None 0 1 0 1
0.00 0.14 0.00 0.14
PrintKey-Pro 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.07 0.00 0.07
Total 0 9 0 9
0.00 0.08 0.00 0.08
Print/Copy/Sca Incident None 0 3 0 3
n/Fax 0.00 0.31 0.00 0.31
Total 0 3 0 3
0.00 0.31 0.00 0.31
Queue PDF Converter 0 1 0 1
0.00 0.15 0.00 0.15
Project 0 1 0 1
Development 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.07 0.00 0.07
Total 0 5 0 5
0.00 0.21 0.00 0.21
Wireless Performance None 0 1 0 1
Connectivity 0.00 0.59 0.00 0.59
Total 0 1 0 1
0.00 0.59 0.00 0.59
Total 0 1 0 1
0.00 0.59 0.00 0.59
0 127 1 128
0.00 0.23 0.00 0.23
_No Tier 2 None ABC Amber LIT 0 1 0 1
Converter 0.00 0.05 0.00 0.05




_No Tier 2

High Low Medium Total

None FreeFTP 0 1 0 1
0.00 0.00 0.00 0.00

Microsoft 0 1 0 1
ActiveSync 0.00 0.00 0.00 0.00
Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00

Microsoft Word 0 1 0 1
0.00 0.33 0.00 0.33

None 0 1 0 1
0.00 0.00 0.00 0.00

Novell 0 2 0 2
ConsoleOne 0.00 0.24 0.00 0.24
Novell 0 6 0 6
GroupWise 0.00 0.00 0.00 0.00
Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
Operations 0 1 0 1
Management 0.00 0.00 0.00 0.00
PGP for 0 1 0 1
Windows 0.00 0.00 0.00 0.00
Project 0 1 0 1
Development 0.00 0.00 0.00 0.00
ProjectWise 0 1 1 2
0.00 0.00 0.00 0.00

SAP Frontend 0 1 0 1
0.00 0.00 0.00 0.00

UDC Phone 0 1 0 1
Directory 0.00 0.04 0.00 0.04
Total 0 21 1 22
0.00 0.04 0.00 0.04

Total 0 21 1 22
0.00 0.04 0.00 0.04




High Low Medium Total
Application Error Microsoft Excel 0 1 0 1
0.00 0.10 0.00 0.10
Microsoft Office 0 1 0 1
XP 0.00 0.05 0.00 0.05
Microsoft 0 1 0 1
PowerPoint 0.00 0.33 0.00 0.33
None 0 2 0 2
0.00 0.04 0.00 0.04
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Total 0 7 0 7
0.00 0.08 0.00 0.08
None Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00
None 0 2 0 2
0.00 0.07 0.00 0.07
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Total 0 4 0 4
0.00 0.04 0.00 0.04
Password Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 2.27 0.00 2.27
Total 0 2 0 2
0.00 1.14 0.00 1.14
Total 0 13 0 13
0.00 0.23 0.00 0.23
Mobile Devices Error iPaq Detection 0 1 0 1
Application 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00




High Low Medium Total
Mobile Devices Total 0 1 0 1
0.00 0.00 0.00 0.00
Network Error None 0 3 0 3
0.00 0.03 0.00 0.03
Total 0 3 0 3
0.00 0.03 0.00 0.03
Incident None 0 3 0 3
0.00 0.04 0.00 0.04
Total 0 3 0 3
0.00 0.04 0.00 0.04
Password None 0 1 0 1
0.00 0.00 0.00 0.00
Novell 0 3 0 3
ConsoleOne 0.00 0.02 0.00 0.02
Total 0 4 0 4
0.00 0.01 0.00 0.01
Performance None 0 3 0 3
0.00 0.01 0.00 0.01
Total 0 3 0 3
0.00 0.01 0.00 0.01
Total 0 13 0 13
0.00 0.02 0.00 0.02
PC/Laptop Error Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.00 0.00 0.00
PGP for 0 2 0 2
Windows 0.00 0.06 0.00 0.06
Total 0 4 0 4
0.00 0.03 0.00 0.03
Hardware None 0 6 0 6
0.00 0.10 0.00 0.10




High

Low

Medium

Total

PC/Laptop Hardware Total 0 6 0 6
0.00 0.10 0.00 0.10

None None 0 5 0 5
0.00 0.07 0.00 0.07

Total 0 5 0 5

0.00 0.07 0.00 0.07

Password Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

None 0 6 0 6

0.00 0.01 0.00 0.01

PGP 0 1 0 1

0.00 0.25 0.00 0.25

Total 0 8 0 8

0.00 0.04 0.00 0.04

Performance None 0 2 0 2
0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 25 0 25
0.00 0.05 0.00 0.05

Print/Copy/Sca Error Code None 0 2 0 2
n/Fax 0.00 0.03 0.00 0.03
Total 0 2 0 2

0.00 0.03 0.00 0.03

Incident None 0 5 0 5
0.00 3.16 0.00 3.16

Total 0 5 0 5

0.00 3.16 0.00 3.16

None None 0 12 0 12
0.00 0.07 0.00 0.07

Total 0 12 0 12

0.00 0.07 0.00 0.07




High Low Medium Total
Print/Copy/Sca Queue None 0 1 0 1
n/Fax 0.00 0.07 0.00 0.07
Total 0 1 0 1
0.00 0.07 0.00 0.07
Total 0 20 0 20
0.00 0.84 0.00 0.84
Remote Performance None 0 2 0 2
Connectivity 0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Server Error None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 1 2
0.00 0.00 0.00 0.00
Telecom Call None 0 1 0 1
Management 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Conference None 0 6 1 7
0.00 0.01 0.06 0.01
Total 0 6 1 7
0.00 0.01 0.06 0.01
CrossTalk/Nois None 0 1 0 1
e/Static 0.00 0.07 0.00 0.07




High Low Medium Total
Telecom CrossTalk/Nois Total 0 1 0 1
e/Static 0.00 0.07 0.00 0.07
Total 0 8 1 9
0.00 0.01 0.06 0.02
Wireless Error None 0 2 0 2
Connectivity 0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
0 106 3 109
0.00 0.21 0.02 0.21
Telecom Area Code None 0 1 0 1
0.00 0.79 0.00 0.79
Total 0 1 0 1
0.00 0.79 0.00 0.79
Call/Receive None 0 1 0 1
0.00 0.19 0.00 0.19
Total 0 1 0 1
0.00 0.19 0.00 0.19
CrossTalk/Nois None 0 1 0 1
e/Static 0.00 0.40 0.00 0.40
Total 0 1 0 1
0.00 0.40 0.00 0.40
Dial Tone Telephone 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Feature None 0 1 0 1
0.00 0.28 0.00 0.28
Telephone 0 1 0 1
0.00 1.31 0.00 1.31




Telecom

Telecom

High Low Medium Total
Feature Total 0 2 0 2
0.00 0.79 0.00 0.79
Hardware None 0 1 0 1
0.00 0.29 0.00 0.29
Total 0 1 0 1
0.00 0.29 0.00 0.29
None None 0 2 0 2
0.00 0.80 0.00 0.80
Total 0 2 0 2
0.00 0.80 0.00 0.80
Voice Mail None 0 2 0 2
0.00 0.18 0.00 0.18
Telephone 0 4 0 4
0.00 0.38 0.00 0.38
Total 0 6 0 6
0.00 0.31 0.00 0.31
Total 0 14 1 15
0.00 0.48 0.00 0.45
0 14 1 15
0.00 0.48 0.00 0.45
Call/Receive None 0 1 0 1
0.00 0.55 0.00 0.55
Total 0 1 0 1
0.00 0.55 0.00 0.55
Dial Tone Telephone 0 1 0 1
0.00 0.40 0.00 0.40
Total 0 1 0 1
0.00 0.40 0.00 0.40
Total 0 2 0 2
0.00 0.47 0.00 0.47
0 2 0 2
0.00 0.47 0.00 0.47




High Low Medium Total
Total 3 411 9 423
8.74 0.79 0.14 0.83
INC000000134036 _No Tier 2 None None TIR Missed: Yes TIR: 6.39
Capitol Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 6.41
INC000000135756 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000135957 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000136158 _No Tier 2 None Novell Messenger TIR Missed: No TIR:  0.05
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.32
INC000000136213 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000136219 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000136386 _No Tier 2 None Novell ConsoleOne TIRMissed: No TIR: 048
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.48
INC000000136591 _No Tier 2 None None TIRMissed: No TIR: 0.15
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.19
INC000000136680 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000136946 _No Tier 2 None None TIR Missed: No TIR:  0.09
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000136959 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.27
INC000000137229 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000137465 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR:  0.01
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000137656 _No Tier 2 None None TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000137661 _No Tier 2 None None TIR Missed: No TIR:  0.09
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000137670 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000137977 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000137981 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000138093 _No Tier 2 None UDC Phone Directory TIR Missed: No TIR:  0.04
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000138620 _No Tier 2 None None TIR Missed: Yes TIR: 4.87
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 6.73
INC000000139339 _No Tier 2 None Microsoft Word TIR Missed: No TIR: 0.33
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.33




INC000000139421  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.08
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.38
INC000000139488 _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.18
INC000000139509 _No Tier 2 None electronic Project Manag: TIR Missed: No TIR: 0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.62
INC000000139513  _No Tier 2 None Novell Client for 32-bit W TIR Missed: No  TIR: 0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.66
INC000000139518 _No Tier 2 None Citrix ICA Client TIR Missed: No  TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.64
INC000000139520 _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No  TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.65
INC000000139528 _No Tier 2 None None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.53
INC000000139535 _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No TIR: 0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.47
INC000000139537 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.45
INC000000139538 _No Tier 2 None HP Printing System for W TIR Missed: No TIR: 0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.44
INC000000139544 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No  TIR: 1.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.42
INC000000139588 _No Tier 2 None None TIRMissed: No TIR:  0.61
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.38
INC000000139624 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.40
INC000000139717 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000139722 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.26
INC000000139759 _No Tier 2 None ABC Amber LIT Converte TIR Missed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000139834 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000139995 _No Tier 2 None None TIR Missed: Yes TIR: 28.26
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 28.26
INC000000140331 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.23
INC000000140571 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000140693 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000140990 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000141097 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000141349 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02




INC000000141741 _No Tier 2 None None TIR Missed: No TIR:  0.59
Metro C Network Transportation Low Closed TTR Missed: No  TTR: 0.59
INC000000141788 _No Tier 2 None None TIR Missed: Yes TIR: 7.77
Metro C Network Transportation Low Closed TTR Missed: Yes TTR: 7.77
INC000000142077 _No Tier 2 None Microsoft ActiveSync TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142142 _No Tier 2 None None TIRMissed: No TIR: 0.46
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.46
INC000000142279 _No Tier 2 None None TIRMissed: No TIR: 0.24
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.51
INC000000142437 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142447 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142451 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142453 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142454 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142456 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142459 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142569 _No Tier 2 None ProjectWise TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.00
INC000000142690 _No Tier 2 None Project Development Bus TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142710  _No Tier 2 None FreeFTP TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142770  _No Tier 2 None None TIR Missed: Yes TIR: 6.59
Metro C Network Transportation Low Closed TTR Missed: Yes TTR: 6.59
INC000000142834 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143123 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143129 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143133 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143180 _No Tier 2 None None TIR Missed: No TIR: 0.38
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.80
INC000000143189 _No Tier 2 None None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000143197 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143708 _No Tier 2 None Microsoft Excel TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.19




INC000000143712  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.20
INC000000143714 _No Tier 2 None Corel WordPerfect Suite TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.24
INC000000143717  _No Tier 2 None Corel WordPerfect Suite TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.19
INC000000143720  _No Tier 2 None Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.18
INC000000143724 _No Tier 2 None Project Development Bus TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.18
INC000000143743 _No Tier 2 None Nero Fast CD-DVD Burni TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.58
INC000000143745 _No Tier 2 None Project Development Bus TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.56
INC000000143749 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.54
INC000000143753 _No Tier 2 None Symantec Ghost TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.52
INC000000143759 _No Tier 2 None Novell Messenger TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.49
INC000000143761  _No Tier 2 None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.48
INC000000143765 _No Tier 2 None Microsoft Windows Oper: TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.46
INC000000143769 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.61
INC000000143803 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.20
INC000000143811 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143831 _No Tier 2 None HP Printer Assistant TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.23
INC000000143836  _No Tier 2 None ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Medium Closed TTR Missed: No  TTR: 0.21
INC000000143837 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.21
INC000000143843 _No Tier 2 None ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.18
INC000000143848 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000143873 _No Tier 2 None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.44
INC000000143890 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.31
INC000000143899 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.23
INC000000143902 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.21




INC000000143905 _No Tier 2 None Project Development Bus TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.20
INC000000143908 _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.23
INC000000144026 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144126 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144129 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144132 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144138 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144139 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144140 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144141 _No Tier 2 None None TIR Missed: Yes TIR: 1.88
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.02
INC000000144559 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144648 _No Tier 2 None None TIR Missed: No TIR:  0.00
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000144949 _No Tier 2 None Utah Master Directory TIR Missed: No TIR: 0.25
Capitol Hosting Transportation Low Resolved TTR Missed: No  TTR: 0.50
INC000000144964 _No Tier 2 None Novell ConsoleOne TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145002 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145533 _No Tier 2 None None TIR Missed: No TIR:  0.00
INC000000145533 _No Tier 2 None None TIR Missed: No TIR:  0.00
INC000000145533 _No Tier 2 None None TIR Missed: Yes TIR: 26.21
Metro C Hosting Transportation High Resolved TTR Missed: No  TTR: 0.00
Metro C Hosting Transportation High Resolved TTR Missed: No  TTR: 0.00
Metro C Hosting Transportation High Resolved TTR Missed: Yes TTR: 26.21
INC000000145677 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Medium Resolved TTR Missed: No  TTR: 0.00
INC000000145684 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145702 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.54
INC000000145978 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146098 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146184 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00




INC000000146293 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146297 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146708 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146711 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146796 _No Tier 2 None None TIR Missed: Yes TIR:  5.31
Metro C Hosting Transportation Low Resolved TTR Missed: No  TTR: 5.93
INC000000146818  _No Tier 2 None ProjectWise TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146825 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146923 _No Tier 2 None Novell Messenger TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147298 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147303 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147305 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147545 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148034 _No Tier 2 None None TIRMissed: No TIR: 0.19
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.19
INC000000148040 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148057 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148059 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148071 _No Tier 2 None None TIRMissed: No TIR: 044
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.06
INC000000148178 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148460 _No Tier 2 None None TIRMissed: No TIR: 043
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.93
INC000000149087 _No Tier 2 None Microsoft Excel TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149287 _No Tier 2 None None TIRMissed: No TIR: 0.23
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.51
INC000000149314 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149320 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149449 _No Tier 2 None None TIR Missed: No TIR:  0.06
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.88




INC000000149578 _No Tier 2 None None TIR Missed: No TIR: 0.68
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.73
INC000000149701 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149706 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149711 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149713 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 6.74
INC000000149714 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149874 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149917 _No Tier 2 None PGP for Windows TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150146  _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150148 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150151 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150153 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150348 _No Tier 2 None None TIRMissed: No TIR: 0.25
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.90
INC000000150390 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150766  _No Tier 2 None SAP Frontend TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150865 _No Tier 2 None Internet Explorer TIR Missed: Yes TIR: 2.61
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.61
INC000000150949 _No Tier 2 None None TIR Missed: Yes TIR:  1.91
Metro C Hosting Transportation Low Resolved TTR Missed: No  TTR: 1.91
INC000000150999 _No Tier 2 None None TIRMissed: No TIR:  0.11
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.11
INC000000151023 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151025 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151126  _No Tier 2 None Operations Management TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151197  _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No TIR: 0.59
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 4.60
INC000000151372 _No Tier 2 None None TIRMissed: No TIR:  0.20
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.81
INC000000151429 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00




INC000000151432 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151437 _No Tier 2 None None TIR Missed: Yes TIR: 4.90
Capitol Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.63
INC000000151647 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151925 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151928 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
Application
INC000000133511  Application Error None TIR Missed: No TIR:  0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000136222  Application Error Microsoft Excel TIR Missed: No TIR: 0.10
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No TTR: 0.10
INC000000136235  Application Password Utah Master Directory TIR Missed: No TIR: 0.32
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.32
INC000000136464  Application Password PGP TIR Missed: No TIR:  0.30
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.30
INC000000136614  Application Password Utah Master Directory TIR Missed: No TIR: 0.30
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.30
INC000000137282  Application Error Adobe Flash TIR Missed: No TIR:  0.56
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.56
INC000000137326  Application Password Utah Master Directory TIR Missed: No TIR: 0.81
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.81
INC000000137341  Application Error ProjectWise TIRMissed: No TIR:  0.07
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000137352  Application Reporting Utah Performance Manag TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000137380  Application Reporting Adobe Acrobat 8.0 Profes TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000137430  Application Reporting Dashboard for Windows TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000137563  Application None None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000137571  Application Error None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000137695  Application None None TIR Missed: No TIR:  0.08
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000137861  Application Error Microsoft Office XP Profe TIR Missed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000138196  Application None Internet Explorer TIR Missed: No TIR: 0.11
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.1
INC000000138271  Application Error None TIR Missed: No TIR:  0.00
Network Operations Transportation Medium Closed TTR Missed: No  TTR: 0.00
INC000000139835  Application None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.34
INC000000139836  Application None None TIR Missed: No TIR:  0.04



Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.32

INC000000140019  Application Error None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000140025  Application Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000140186  Application Error Microsoft Office TIR Missed: No  TIR: 0.33
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.33
INC000000140259  Application Password Utah Master Directory TIR Missed: No  TIR: 0.05
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000140301  Application Error Microsoft PowerPoint TIR Missed: No  TIR: 0.33
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.33
INC000000140429  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.04
Help Desk Transportation Low Closed TTR Missed: No  TTR: 1.15
INC000000140525  Application Password Utah Master Directory TIR Missed: No TIR: 0.22
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.22
INC000000141168  Application Error Internet Explorer TIR Missed: No TIR: 0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000141597  Application Password PGP TIR Missed: No TIR:  0.89
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.89
INC000000141601  Application Password Utah Master Directory TIR Missed: No TIR: 0.17
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.17
INC000000141808  Application Password PGP TIRMissed: No TIR: 0.14
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 2.27
INC000000141952  Application Password PGP TIR Missed: No TIR:  0.00
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142323  Application Error None TIRMissed: No TIR:  0.69
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.64
INC000000142415  Application Error Internet Explorer TIR Missed: No TIR: 0.19
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 243
INC000000142711  Application None Microsoft Excel TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142763  Application Error Project Development Bus TIR Missed: No TIR: 0.91
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.91
INC000000143340  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143874  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144595  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000144662  Application None Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000144807  Application None Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145342  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145347  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00

INC000000145351  Application Reporting Project Development Bus TIR Missed: No TIR: 0.00



Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145362  Application Error Microsoft Office TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146049  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146697  Application Password Utah Master Directory TIR Missed: No  TIR: 0.37
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.37
INC000000146730  Application Error Project Development Bus TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147341  Application Reporting BlackBerry TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147345  Application Error Microsoft Office TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147348  Application Error Employee Gateway TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147361  Application Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148229  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148246  Application Error Employee Gateway TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148747  Application Password Utah Master Directory TIR Missed: No TIR: 0.06
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000148899  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149024  Application None None TIR Missed: Yes TIR: 2.65
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 4.18
INC000000149036  Application Password Utah Master Directory TIR Missed: No TIR: 0.90
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.90
INC000000149098  Application Error ProjectWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149582  Application None BlackBerry TIR Missed: No TIR: 0.68
Capitol Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.05
INC000000150161  Application Password Utah Master Directory TIR Missed: No TIR: 0.24
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.24
INC000000151115  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151118  Application Password Novell ConsoleOne TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151123  Application Error ProjectWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151540  Application Error None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151544  Application Password Utah Master Directory TIR Missed: No TIR: 0.23
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.23
INC000000151547  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00

EIS Hardware



INC000000139571  EIS Hardware PC/Laptop None TIR Missed: No TIR: 0.85
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.59
Mobile Devices
INC000000137358  Mobile Devices Error BlackBerry TIR Missed: No TIR: 0.30
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.30
INC000000138167  Mobile Devices Error BlackBerry Enterprise Se TIR Missed: No TIR:  0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000139916  Mobile Devices Error BlackBerry Configuration TIR Missed: No  TIR: 3.38
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.38
INC000000143006  Mobile Devices Error iPaq Detection Applicatio TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000149101  Mobile Devices Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151117  Mobile Devices Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
Network
INC000000135862  Network Error None TIRMissed: No TIR: 0.10
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No TTR: 0.10
INC000000136245  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000136415  Network Performance None TIR Missed: No TIR: 0.59
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.59
INC000000137401 Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.39
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.39
INC000000137416  Network Performance None TIR Missed: No TIR: 0.02
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000137453  Network Password Novell ConsoleOne TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000137455  Network Password Novell ConsoleOne TIR Missed: No TIR: 0.02
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000138180  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.20
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.20
INC000000139740  Network Incident None TIRMissed: No TIR: 0.12
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.12
INC000000140256  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.06
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000141266  Network Performance None TIR Missed: No TIR: 0.09
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000142707  Network Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142713  Network Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142729  Network Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143031  Network Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143522  Network Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00




INC000000143595  Network Error None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144931  Network Password None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No TTR: 5.57
INC000000144971 Network Error None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145316  Network Incident Novell GroupWise TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145332  Network Performance Novell GroupWise TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147338  Network Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149250  Network Password None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149253  Network Password None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149905  Network Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000149911 Network Password Novell ConsoleOne TIR Missed: No  TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150353  Network None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.74
INC000000151121 Network Performance None TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
PC/Laptop
INC000000135373  PC/Laptop Error None TIRMissed: No TIR: 0.25
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.25
INC000000135940  PC/Laptop Password PGP TIRMissed: No TIR: 0.25
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.25
INC000000136234  PC/Laptop Password None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000136254  PC/Laptop Performance None TIR Missed: No TIR: 0.03
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000136259  PC/Laptop Hardware None TIR Missed: No TIR:  0.31
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.31
INC000000136399  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.19
INC000000136405  PC/Laptop Password None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.17
INC000000136408  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000136409  PC/Laptop Performance None TIR Missed: No TIR: 0.05
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000136472  PC/Laptop Virus None TIR Missed: No TIR:  0.91
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.39
INC000000136622  PC/Laptop Performance None TIR Missed: No TIR: 0.07
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000137202  PC/Laptop Performance None TIR Missed: No TIR:  0.04



Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.04

INC000000137383  PC/Laptop Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.22
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.22
INC000000138006  PC/Laptop Hardware None TIR Missed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.71
INC000000138076  PC/Laptop Hardware None TIRMissed: No TIR: 0.19
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.19
INC000000138514  PC/Laptop Error PGP for Windows TIR Missed: No  TIR: 0.05
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000138926  PC/Laptop Error None TIRMissed: No TIR: 0.16
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.25
INC000000139294  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000139383  PC/Laptop Error PGP for Windows TIR Missed: No TIR: 0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000139479  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.07
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000139782  PC/Laptop None None TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000139790  PC/Laptop Hardware None TIR Missed: No TIR:  0.08
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000139832  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.50
INC000000139844  PC/Laptop Performance None TIR Missed: No TIR: 0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.13
INC000000139940  PC/Laptop Password None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.99
INC000000140330  PC/Laptop None None TIRMissed: No TIR: 0.27
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.27
INC000000140352  PC/Laptop None None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000140405  PC/Laptop None None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 7.86
INC000000141025  PC/Laptop Error None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.32
INC000000141135  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.03
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000141187  PC/Laptop Performance Microsoft Plus! for Windo TIR Missed: No TIR: 0.03
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000141189  PC/Laptop Virus None TIR Missed: No TIR:  0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000141224  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000141274  PC/Laptop Performance None TIRMissed: No TIR: 0.14
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.14
INC000000141440  PC/Laptop Performance None TIR Missed: Yes TIR: 1.90
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.90

INC000000141640  PC/Laptop Performance Novell GroupWise TIR Missed: No TIR: 0.03



Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000141935  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000141968  PC/Laptop Performance None TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142725  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142732  PC/Laptop Password PGP TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000142773  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143372  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.59
INC000000143480  PC/Laptop Password None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.56
INC000000143677  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143726  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000143747  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.55
INC000000143814  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000143817  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.15
INC000000143825  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 4.49
INC000000143833  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.21
INC000000143850  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.15
INC000000143876  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.42
INC000000143884  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143898  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.23
INC000000143901  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.21
INC000000143909  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.21
INC000000144560  PC/Laptop Performance PrintKey-Pro TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144772  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.53
INC000000144777  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.60
INC000000145906  PC/Laptop None None TIR Missed: No TIR:  0.00



Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 4.21
INC000000146248  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.66
INC000000146493  PC/Laptop Error PGP TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146667  PC/Laptop Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147404  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.11
INC000000147407  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.07
INC000000147429  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147431  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148232  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148615  PC/Laptop None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000148721  PC/Laptop None None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150143  PC/Laptop Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150360  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.67
INC000000150375  PC/Laptop Performance None TIR Missed: No TIR: 0.96
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.96
INC000000150391  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.42
INC000000150684  PC/Laptop Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150707  PC/Laptop Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151111  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151124  PC/Laptop Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151489  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Medium Resolved TTR Missed: No  TTR: 0.90
INC000000151493  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.90
INC000000151766  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.18
INC000000152025  PC/Laptop Hardware None TIR Missed: No TIR: 0.36
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.36
INC000000152090  PC/Laptop Password Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00

Print/Copy/Scan/Fax



INC000000136210  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000136336  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.15
Rural South Desktop Support  Transportation Low Closed TTR Missed: Yes TTR: 9.87
INC000000136935  Print/Copy/Scan/Fax Queue Microsoft Windows XP Pi TIR Missed: No TIR: 0.10
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.01
INC000000137026  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 5.90
INC000000137418  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.14
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.14
INC000000137675  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000137682  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000137763  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.10
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No TTR: 0.10
INC000000137960  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000137968  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.18
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No TTR: 0.18
INC000000137978  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000138867  Print/Copy/Scan/Fax  Queue None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000139318  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000139406  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.16
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.16
INC000000139422  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.72
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.72
INC000000140403  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.21
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.21
INC000000140420  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.04
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000140425  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000141255  Print/Copy/Scan/Fax Queue PDF Converter TIRMissed: No TIR: 0.15
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.15
INC000000141281  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 6.06
INC000000141370  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000143064  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143188  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.89
INC000000143190  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.41




INC000000143195  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.25
INC000000143210  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 5.14
INC000000143676  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000143756  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.52
INC000000144903  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145777  Print/Copy/Scan/Fax Queue Microsoft Windows Serve TIR Missed: No  TIR: 0.00
Metro D North Desktop Support Transportation Medium Resolved TTR Missed: No  TTR: 0.00
INC000000146204  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146455  Print/Copy/Scan/Fax Queue Project Development Bus TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146828  Print/Copy/Scan/Fax Error Code Microsoft Plus! for Windo TIR Missed: No TIR: 0.00
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147408  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000150145  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000151982  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
Remote Connectivity
INC000000145435  Remote Connectivity Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000145468  Remote Connectivity Performance None TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
Server
INC000000144592  Server Error None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.00
INC000000146043  Server Hardware None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
Telecom
INC000000135960  Telecom CrossTalk/Noise/Static None TIR Missed: No  TIR: 0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000135999  Telecom Hardware None TIRMissed: No TIR: 0.15
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.29
INC000000137457  Telecom Conference None TIR Missed: No TIR:  0.06
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.06
INC000000137727  Telecom Call/Receive None TIR Missed: No  TIR: 0.20
Voice/Data/WAN Services Transportation Low Closed TTR Missed: No  TTR: 0.55
INC000000138647  Telecom Dial Tone Telephone TIR Missed: No TIR: 0.05
Voice/Data/WAN Services Transportation Low Closed TTR Missed: No  TTR: 0.40
INC000000138943  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.15
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.38
INC000000139044  Telecom CrossTalk/Noise/Static None TIR Missed: No  TIR: 0.40



Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.40
INC000000139213  Telecom Voice Mail Telephone TIR Missed: No  TIR: 0.61
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.72
INC000000139936  Telecom Conference None TIR Missed: No  TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000140282  Telecom None None TIRMissed: No TIR: 0.26
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 1.29
INC000000140928  Telecom Conference None TIR Missed: No  TIR: 0.01
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000141350  Telecom Voice Mail Telephone TIR Missed: No  TIR: 0.11
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000141398  Telecom Voice Mail None TIR Missed: No TIR: 0.08
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.15
INC000000142622  Telecom Feature None TIRMissed: No TIR: 0.10
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.28
INC000000143674  Telecom Conference None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000144590  Telecom Call Management None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000145146  Telecom Feature Telephone TIR Missed: No TIR: 0.10
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 1.31
INC000000145361  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.14
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.25
INC000000145421  Telecom Conference None TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000146053  Telecom None None TIRMissed: No TIR: 0.19
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.31
INC000000146928  Telecom Conference None TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000147713  Telecom Voice Mail None TIR Missed: No TIR: 0.09
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.20
INC000000148649  Telecom Call/Receive None TIR Missed: No TIR: 0.08
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.19
INC000000149132  Telecom Dial Tone Telephone TIR Missed: No TIR: 0.00
Voice Operations Transportation Medium Resolved TTR Missed: No  TTR: 0.00
INC000000150156  Telecom Conference None TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000150169  Telecom Area Code None TIR Missed: No TIR: 0.66
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.79
Wireless Connectivity
INC000000137412  Wireless Connectivity = Error None TIR Missed: No TIR: 0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000139486  Wireless Connectivity = Performance None TIR Missed: No TIR: 0.59
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.59
INC000000144653  Wireless Connectivity = Error None TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00




